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COMMONWEALTH OF VIRGINIA

STATE CORPORATION COMMISSION
AT RI CHVOND, JANUARY 22, 2003
PETI TI ON OF

NCORTHERN VI RG NI A UTILITY
PROTECTI ON SERVI CE, | NC.

and CASE NO. PUE-2002-00421

VI RG NI A UNDERGROUND UTI LI TY
PROTECTI ON SERVI CE, | NC.

For wai ver and extension of tine

APPLI CATI ON OF

NORTHERN VI RG NI A UTILITY
PROTECTI ON SERVI CE, | NC.

and CASE NO. PUE-2002- 00525

VI RG NI A UNDERGROUND UTI LI TY
PROTECTI ON SERVI CE, | NC.

For approval of notification
call center performance standards

ORDER ADOPTI NG NOTI FI CATI ON CENTER PERFORMANCE
STANDARDS AND DI SM SSI NG PROCEEDI NG

On August 5, 2002, Northern Virginia Uility Protection
Service, Inc. ("NVUPS'), and the Virginia Underground Utility
Protection Service, Inc. ("VUUPS') (collectively, "Notification
Centers" or the "Applicants") filed a Petition with the State
Cor porati on Conmm ssion ("Comm ssion”) requesting a waiver of

Rul e 20 VAC 5-300-90 A 6 of the Conm ssion's Rul es governing


http://www.state.va.us/scc/contact#General.htm

certification, operation, and nmai ntenance of notification center
or centers ("Rules"). This Rule requires a center currently
holding a certificate fromthe Comm ssion to seek approval from
t he Conmi ssion of the center's proposed performance standards
within 60 days of June 7, 2002; i.e., by August 6, 2002.

On August 14, 2002, the Comm ssion issued its "Order on
Wai ver and Request for Extension of Tine" in Case No. PUE-2002-
00421. In that Order, anong other things, the Conm ssion
directed NVUPS and VUUPS to file their proposed performance
standards with the Conm ssion by no |ater than Septenber 5
2002. O dering Paragraph (2) of the August 14, 2002, O der
provi ded that a separate docket be established for review of
t hese performance standards when they were filed. The
August 14, 2002, Order also directed that NVUPS file on or
bef ore Septenber 5, 2002, the performance standards for its
current vendor and itself for approval by the Comm ssion.

On Septenber 5, 2002, NVUPS and VUUPS filed their proposed
performance standards with the Comm ssion for approval. As part
of their performance standards, the Applicants advised that they
have recently created Virginia Uility Protection Service, LLC
("VUPS"), to provide primary notification center services for
NVUPS and VUUPS. The docunents filed in support of the
per formance standards advi sed that VUPS began providing primary

notification services for VUUPS on July 1, 2002, and that it is



anticipated the sanme center will provide primary notification
center services for NVUPS begi nning July 1, 2003.
The Applicants submtted three perfornmance standards as a

means of neasuring their m ni num standards of perfornmance:

| NDEX PROPOSED PERFORMANCE STANDARD

Aver age Speed of Answer 45 seconds

5% or less on calls with an
average delay in queue greater

Percent of Abandoned Cal | s t han 60 seconds

Not to exceed nore than 2% of
Busy Signal Rate total incom ng call volunes

As expl ained by the Notification Centers, perfornmance data
w Il be accunul ated and averaged over a cal endar nonth and wl|
apply only to incomng "live" calls for |ocate requests. O her
calls will not be tracked for reporting purposes. The
Appl i cants expl ai ned that the average speed of answer ("ASA")
will be calculated fromthe tinme a caller conpletes an option
fromthe initial autonated attendant until a "live" operator is
avail able to assist the caller. |In the event an autonmated
attendant is not utilized, the ASAwill begin at the time the
call arrives at the center's call switch. Any additional tine
required due to internal transfers of an incomng call, prior to
determ ning the nature of the call, will be part of the
cal culation for the ASA. The ASA will be cal cul ated during

regul ar business hours 7:00 a.m to 5:00 p.m on business days




(whi ch excl udes weekends and state and federal holidays). The
Applicants explained that their proposed performance standards
wer e designed for normal center operations.

In addition to the foregoing indices, the Applicants
proposed certain procedures relative to neasuring custoner
satisfaction and al so addressed the frequency and periods for
whi ch reports concerning the Notification Centers' perfornmance
woul d be filed with the Conm ssion.

On Cct ober 23, 2002, the Comm ssion issued its procedural
Order, docketing the performance standards and acconpanyi ng
cover letter as Case No. PUE-2002-00525. The Cctober 23, 2002,
Order prescribed the notice to be published by the Applicants;
directed the Applicants to serve a copy of their proposed
performance standards and the procedural Order on their
respective current vendors providing primary notification center
services and local officials; invited interested parties to file
comments or requests for hearing on the proposed performance
standards; and directed the Staff to file a report on the
proposed standards. This Order also directed the Applicants to
file proof of the publication and service required by the O der
on or before Decenber 30, 2002.

On Novenber 8, 2002, the Applicants filed a joint "Mtion
to Anend Procedural Order"” ("Mdtion"). In that Mtion, the

Notification Centers, by counsel, requested that the Cctober 23,



2002, Order be anended to pernmit the publication of a
"classified" version of the prescribed notice w thout graphics
and asked that the tinme for filing responses to witten
interrogatories be | engt hened.

On Novenber 13, 2002, the Conmm ssion entered its O der on
the Applicants' Mtion in Case No. PUE-2002-00525. 1Inits
Order, the Conmm ssion authorized the Notification Centers to
cause the notice prescribed by Odering Paragraph (9) of the
Cct ober 23, 2002, Order to be published on or before
Novenber 19, 2002, as classified advertising w thout graphics on
one occasion in major newspapers of general circulation
t hroughout the Commonweal th. The Conmi ssion al so anended
Ordering Paragraph (10) of the Cctober 23, 2002, Oder to
require that the Notification Centers serve copies of their
proposed performance standards, the Cctober 23, 2002, Oder, and
the Order on Motion on their current vendors providing primry
notification center service and on |ocal governnental officials.
Further, the Comm ssion extended the tine for filing responses
to witten interrogatories fromfive (5) cal endar days to
fourteen (14) cal endar days after the receipt of such
i nterrogatories.

On Decenber 30, 2002, NVUPS and VUUPS, by counsel, filed
their proof of publication and service, as required by the

Comm ssion's Cctober 23, 2002, and Novenber 13, 2002, O ders.



On Decenber 11, 2002, Colunmbia Gas of Virginia, Inc.
("Colunmbia"), filed its Notice of Participation in this matter.
Col unbi a advised that it did not intend to submt coments and
reserved its right to participate fully in the proceeding.

Col unbia did not request a hearing but reserved its right to
participate if a hearing were convened. No comnments or other
notices of participation were filed.

On Decenber 23, 2002, the Staff filed its Report in this
matter. In its Report, the Staff noted that the Applicants
request approval of an ASA of 45 seconds and that this ASA is
hi gher than the 30 seconds or |ess recomended by the Conmon
Ground Study of One-Call System and Danage Prevention Report
issued in 1999, by the U S. Departnment of Transportation
("Common Ground Report"). Staff did not object to a proposed
ASA of 45 seconds as a short-term performance | evel that the
centers should not exceed in light of the intentions of VUUPS
and NVUPS to use VUPS to provide primary notification service to
the entire State, beginning July 1, 2003. Even wth its planned
preparation, VUPS could not predict precisely how nuch the
transition to serving NVUPS geographic service territory wll
inmpact its performance. Staff recommended that the Comm ssion
approve an ASA performance standard not to exceed 45 seconds

t hrough October 31, 2003. According to Staff, beginning



Novenber 1, 2003, the Notification Centers should be directed to
achi eve an ASA of 30 seconds or |ess.

Staff al so addressed the abandoned call rate neasure of
performance; i.e., a rate that identifies the nunber of calls
abandoned and how |l ong callers waited before they hung up. The
Notification Centers proposed to adopt the Common G ound Report
standard, which is an abandoned call rate of |ess than five
percent by callers that waited nore than 60 seconds. Staff did
not object to adoption of the Comobn G ound Report standard for
t his index.

Additionally, Staff considered the Busy Signal Rate index
proposed by the Applicants. This index neasures how nany of
t hose who called the notification center received a busy signal.
According to the Staff Report, the Conmon G ound Report
recommends that the busy signals received by callers in a
notification center not exceed one percent of the total incom ng
call volume. The Applicants proposed a busy signal rate of not
nmore than two percent generally for the reasons discussed
relative to their proposed ASA standard. Staff did not object
to the use of a Busy Signal Rate performance i ndex not to exceed
two percent of total incomng call volunes through Cctober 31,
2003. Effective Novenber 1, 2003, Staff recomended that the

Commi ssi on approve a Busy Signal Rate perfornmance index not to



exceed one percent of total incomng call volumes for the
Notification Centers.

On the issue of custoner satisfaction standards, the Staff
noted that these standards neasure how satisfied the users of
the centers are wwth the service they receive. According to
Staff, the Common G ound Report recomends a ni nety-nine percent
custoner satisfaction rate. As Staff notes, the Notification
Centers do not propose a specific custoner satisfaction rate.
| nstead, they propose to attend danmage prevention neetings and
provi de an opportunity for participants to identify and di scuss
their issues and needs with the Notification Centers. According
to the Applicants, by attending and listening to the di scussions
and suggestions at these neetings, the centers can inprove their
performance. The Notification Centers al so propose to conduct
surveys at the Local Damage Prevention Commttee neetings to
critique call center performance. They propose to submt the
survey results fromattendees to the Conm ssion on a quarterly
basi s.

In addition to the proposed actions by the Notification
Centers to gauge custoner satisfaction, Staff recomrended that
the Notification Centers prepare and follow a witten conpl ai nt
tracking and resolution procedure that will assist the centers
in tracking issues, problens, and conplaints received and the

actions taken to resolve these matters. Staff al so proposed



that the Notification Centers design a survey form and provide
it to the attendees of the damage prevention neetings; i.e.,
Local Damage Prevention Conmttees, Advisory Commttee, and user
group neetings, to allow attendees to bring i ssues and probl ens
to the centers in a nore fornmal and organi zed fashi on.

Finally, Staff recomended that the centers conduct
periodi c surveys of callers to determ ne custoner satisfaction.
In order to determ ne the Custoner Satisfaction Rate, the
centers should be required to develop and follow a statistically
val id sanpling program acceptable to Staff for such periodic
surveys. Staff recomrended that the Notification Centers should
be required to achieve at |east a ninety-nine percent Customner
Satisfaction Rate, as reconmended by the Common G ound Report.

Staff commented on the frequency for the Notification
Centers' subm ssion of periodic reports to the Conm ssion. It
noted that Rule 20 VAC 5-300-90 C 18 requires a Notification
Center to provide to the Conmm ssion periodic reports, no |ess
frequently than once a quarter, detailing the various
performance standards attained by the center. This Rule also
requires the center to conpare its performance to the standards
found in the Common Ground Report in effect at the time of the
report. VUUPS and NVUPS propose to submt witten quarterly
reports to the Conmm ssion detailing the respective Notification

Center's performance for the follow ng periods: (i) January 1 -



March 31; (ii) April 1 - June 30; (iii) July 1 - Septenber 30;
and (iv) COctober 1 - Decenber 31. According to the Applicants,
t hese reports woul d be postmarked or e-mailed no |ater than the
15th of the nonth follow ng the end of each quarter. Staff did
not object to the proposed reporting frequency for periods of
normal operation of the Notification Centers.

By letter dated January 10, 2003, NVUPS and VUUPS advi sed
that they have received the Staff Report and were prepared to
i npl enent the performance standards as recomended by the Staff,
i ncl uding the additions recommended by the Staff to these
standards. The Notification Centers also noted that they were
aut hori zed by counsel for Colunbia to state that Col unbi a does
not object to the recomendations set out in the Staff's Report.

NOW UPON CONSI DERATI ON of the foregoing, the Conm ssion is
of the opinion and finds that the recommendati ons set out in the
Decenmber 23, 2002, Staff Report shoul d be adopted; and that
there being nothing further to be done in Case No. PUE-2002-
00421 and PUE-2002- 00525, these dockets shoul d be dism ssed from
t he Commi ssion's docket of active proceedi ngs.

Accordingly, IT IS ORDERED THAT:

(1) The recomrendati ons set out in the Decenber 23, 2002,
Staff Report are hereby adopted.

(2) The Notification Centers' proposed ASA performance

standard not to exceed 45 seconds shall be approved through

10



Cct ober 31, 2003. An ASA performance standard not to exceed 30
seconds shall be approved as a performance neasure for the
Applicants, effective Novenber 1, 2003.

(3) The Notification Centers' proposed Abandoned Call Rate
i ndex of performance of five percent or |ess by callers that
wai ted nore than 60 seconds is hereby approved.

(4) The Notification Centers' proposed Busy Signhal Rate
measure of performance not to exceed two percent of the total
incomng call volunes shall be approved for perfornmance through
Cct ober 31, 2003. A Busy Signal Rate neasurenent of perfornmance
not to exceed one percent of total incomng call volunes shal
be approved effective Novenber 1, 2003.

(5) The Custoner Satisfaction Standards proposed by the
Applicants are accepted with the follow ng additions: (1) the
Notification Centers shall develop a statistically valid
sanpl i ng program acceptable to Staff, for periodic surveys of
callers to determne their Custonmer Satisfaction Rate; (2) the
Notification Centers shall prepare and follow a witten
conpl ai nt tracking and resolution procedure to assist the
Notification Centers in tracking issues, problens, and
conplaints, and the actions taken to resolve the sane; and (3)
the Notification Centers shall design a survey form and provide

the formto attendees of the various danage prevention neetings
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to allow attendees to bring issues and problens to the attention
of the Notification Centers.

(6) The Notification Centers shall achieve at |east a
ni nety-ni ne percent Customer Satisfaction Rate, as reconmmended
by the Common Ground Report.

(7) Each Notification Center shall submt witten reports
to the Comm ssion detailing the Notification Center's
performance for the periods January 1 - March 31; April 1 -

June 30; July 1 - Septenber 30; and Cctober 1 - Decenber 31, for
peri ods of normal operation. These reports shall be postnmarked
or e-nmailed no later than the 15th of the nonth and shall be
directed to the Director of the Division of Uility and Railroad
Safety on behal f of the Comm ssion.

(8) There being nothing further to be done herein, Case
Nos. PUE-2002-00421 and PUE-2002-00525 shall be dism ssed from
t he Conmi ssion's docket of active proceedings, and the papers
filed therein made a part of the Comm ssion's files for ended

causes.
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